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    There is positive correlation between customer satisfaction for products and 
services with the banks' business development. Therefore, the ability to meet customer 
needs is one of the core competitiveness of modern commercial banks which should 
continue to ascend. To dig for customer needs, innovate financial products and 
enhance service quality through satisfaction survey are the strategic work that a bank 
should continuously conduct and include in process improvement.   
This dissertation studies the process improvement of the satisfaction survey of 
bank customers. It analyses the ability factors of the process improvement IDEAL 
model from the perspective of process improvement activities. What’s more, based on 
the research method of theoretical and empirical combination, a capacity model is built. 
And then the working environment for the satisfaction survey of bank customers is 
established by using the computer software, which is developed under software 
engineering methodology, and plays as a platform for the satisfaction survey of bank 
customers. Finally, through comparing the bank customer satisfaction survey process 
improvement supported by the software system with before, this dissertation validates 
the model design and the result obtained based on the framework of IDEAL.  
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1.2  相关领域的研究现状  
1.2.1 银行客户满意度研究成果 
国内外的研究学者关于客户满意度的研究，自美国学者 Cadozo 于 1965 年首
次讨论客户满意以来，已有近 15，000 多篇论文与著作对客户满意度问题进行了
大量的讨论与研究。[1] 
   1.满意度的涵义 
































    客户满意=f(事前预期，可感知的效果) 
    这一定义既符合心理学上对满意的理解，同时也是对客户满意度研究进行实
际操作的理论支持。通过此表达式，可以通过科学的测量方法对满意度加以度量。 
    2.满意度的测量、满意度的构成模型的及主要关键因素 
    在满意度测量上，国外学者将客户满意度的测量指标分为五个维度[2]，即人
员(personnel)、产品(Product)、形象(Image)、服务(Service)和便利性(Access)。 
















































    国外学者Ahamad Jamal和Kamal Naser则基于市场营销角度对客户满意度进
行了研究[9]，他们认为客户满意度是银行市场营销活动的主要产物，联系着客户






































性的主流测评模型有：瑞典 SCSB 模型、美国 ACSI 模型和欧洲 ECSI 模型。中国
也已建立了顾客满意度指数测评模型，1999 年，我国国家质检总局委托清华大学
组织力量，研究“中国顾客满意指数评价系统”，经过 3 年半的研究，建立了“中
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